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Introduction:one of the indicators of the success of the health care is the satisfaction of the 
patient. The patient's own our satisfaction in service can be determined by expectations 
Compared with the fact that accepted by the patient. Methods:A literature search was 
conducted in Several major databases such as proquest, ScienceDirect, DOAJ, sagepub, 
MEDLINE, and google scholar with the limitation of the time used is the January 2006 through 
December 2016. Results: as many as fifteen research raised in this study, all of the which have 
almost the same purpose how to Increase patient satisfaction in every population. Fourteen of 
the study chose random respondents. Conclusion: patient satisfaction with Significantly, so 
that it can be concluded that the Satisfaction of Patients actually Refers to the appearance of the 
existence of that care or more perfect appearance of the care, then the more perfect also the 
quality. 
 




Community health services as users 
expect optimal health services in terms of 
quality health services is feasible and 
Appropriate what is expected. In addition to 
the quality of service, increasing the level of 
education, knowledge and social economic 
effect on society demands Also an Increase 
in the quality of health care, one of them the 
organization of health care in the hospital 
staffs about the performance of health. In 
addition, the public critiquing various 
aspects of health services especially 
regarding care, Because at the hospital most 
of the human resources that berinteraksi 
directly with the patient is the nurse, so that 
quality of service implemented a by nurses 
can be rated as a good indicator of what the 
bad quality of service at the Hospital 
(Sulistiyono, 2014). According to 
Parasuraman (1990) of health services there 
are five dimensions play of Them 
responsiveness of the willingness and the 
readiness of health workers to help Patients 
to seek treatment quickly intervening, 
respond to demand Patients, and informed 
anytime the service will be given. The best 
thing is consistency that the performance of 
the service, capable of offer a service that 
trusted According to the promise and for a 
upon.Security Agreed that has been in the 
behavior of health workers can give trust 
and security for Reviews their customers, 
always be polite , and control knowledge 
and skills.Empathy that is the ability of 
health workers to understand complaints 
Patients, pay attention individually, give an 
opportunity to ask and timeliness of so the 
customer is not too long a wait for 
treatment.Physical evidence that is the state 
of the environment around roomates real, 
and seen from the health service workers 
appearance the which includes officers, 
equipment and facilities that is used 
(Solihat, 2013).To know the quality of 
service that perceived as real by consumers, 
there is a measure of satisfaction indicator 
of consumers that is situated on five 
dimensions of quality of service .The fifth 
dimension items, namely: physical 
evidence (tangibles), direct evidence that 
includes physical facilities, supplies and 
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of existing employees.Dependability 
(reability), pertaining to the ability of 
hospital services to provide immediate and 
accurate since the first time without making 
anything wrong and satisfactorily; 
responsiveness) (responsiveness, with 
respect to the willingness and the ability of 
employees to help Patients and respond to 
Reviews their demand to respond, as well as 
inform services accurately; guarantee 
(assurance) ie includes knowledge, skill, 
civility, capable of Cultivating his patient 
trust; Empathy (empathy) means ease 
inintercourse good communication, 
personal concern in understanding the 




Searchconduct in some major 
literature like proquest database, 
ScienceDirect, DOAJ, sagepub, 
MEDLINE, and google scholar by inserting 
keywords Patients satisfaction, quality of 
management, the quality of 
pelayanan.batasan time used is january 
2006 until december 1643 article 
2016.From acquired, only 15 meet the 
criteria inclusion.The article criteria for 
inclusion article is: 1) rs / clinic, 2) 5 
indicators measuring quality service, 3) 
sample of visitors or inpatients / outpatient, 
and 4) parameter is satisfaction Patients 
assessed.The parameters of the satisfaction 
of Patients who were judged to be using the 
instruments varity. Fifteen research uses the 
dimensions of responsiveness, assurance 
and empathy, while tangible dimensions 
reliability. Patients and satification Also 
have been influenced by Several among 
other factors: reliability, assurance, 
tangibility, empathy and responsiveness. 
reliability (dependability) is capability 
officers of providing services to consumers 
with tepat.dalam health services is the 
assessment of Patients in the ability of 
exertion healt. Assurance officers the which 
is the ability to provide services to 
customers so that trust can be .Inside health 
services is clarity of health workers provide 
information on the disease and the cure to 
pacient. tangibility (physical evidence) the 
provision of facilities and physical facilities 
that can directly perceived by consumen. 
Inside health treatment services is 
cleanliness and toilet room. Emphaty 
(attention) the ability officers relationships, 
attention, and understand the consumen 
needed and responsiveness (responsiveness 
of the officers) ability of providing services 
to consumers quickly intervening inside 
health services a long time waiting for 
Patients from the register to Obtain access 
to health workers (Kotler , 2000). 
 
RESULTS 
The Relationship Between The Physical 
Evidence With Patient Satisfaction 
Based on the data on physical 
evidence either, most of the respondents ie 
as many as 71 respondents (45.0%) feel 
satisfied, as many as 10 respondents 
(10.2%) feel less satisfied. On the physical 
evidence is less good, the majority of the 
respondents ie Thirteen respondents 
(13.3%) feel less satisfied and 4 
respondents (4.1%) were satisfied. Chi 
square analysis Continuity Correction 
results between the physical evidence to the 
satisfaction of the Patients Obtain the 
values of URA symp.sig (2-sided) or p 
value of 0.000. If the value of p is smaller 
than the value of α = 0:05. From the analysis 
results Obtained Also the value of the Odds 
Ratio (OR) = 23.075. According to Suryati 
(2006), aspects of physical evidence 
Became important as a measure against the 
Ministry. Customer will use the senses of 
sight a service quality attributes of 
variables. Good physical evidence will 
Affect the perception of the customers. At 
the same time aspects of the physical 
evidence IS ALSO one of the sources that 
may Affect the customer's expectation, 
Because physical evidence good, hope 
customers to higher .this research in line 
with Irfan et al (2012) in research with 
satisfaction 320 of respondents for Patients 
and the quality of service in government 
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between meaningful dimension physical 
evidence and other dimensions of quality 
with satisfaction Patients .Lumintang 
(2012) in 86 Patients on observational 
research about the factors associated with 
pleasure Patients askes to the public in 
Hospital patient in installation b .Rd prof 
.Dr. Kandou Manado found that the 
physical environmental conditions a factor 
that influences Significantly Patients with 
satisfaction (p = 0:03) .Similarly Susmaneli 
dantriana in research on 92 respondents 
using a design cut latitude about the quality 
of service obstetrics Patients dimension of 
satisfaction. Jampersal program at Hospital 
Rokan Hulu Baru week discovered proof of 
physical dimensions (p = 0.003) dealing in 
a meaningful manner with satisfaction 
Patients (Susmaneli, 2014) .Kambong et al 
(2013) on research on the relationship 
between a nurse with service satisfaction of 
Patients at PHC Talawaan north Minahasa 
region discovered the existence of the 
relationship between nurse in service 
dimensions physical evidence, 
dependability, security, concern with 
satisfication patient and the absence of the 
relationship between nurse in service 
dimensions responsiveness of gratification 
Patients with .Simbala (2013) in research 
analytic to a draft survey of 100 respondents 
found that physical evidence in a 
meaningful manner Patients associated with 
satisfaction (p = 0.002). So far the research 
by calisir et al (2012) about the effects of 
the dimensions of quality against 
satisfaction patient and repeated visits 
against 292 respondents by wearing a 
method of servqual modified found that 
physical evidence a factor that is essential 
for the satisfaction of Patients and influence 
the decision to return wearing services the 
hospital was .that Significantly physical 
evidence associated with satisfaction of 
Patients, so that we can conclude that 
patient satisfaction actually refer to the 
appearance of / the form of services that the 
more perfect the appearance of services, 
hence the more perfectly of its quality. 
Research conducted Lubis and Martin 
(2009) on the Effects of Price and Quality 
Care Inpatient Satisfaction in North 
Sumatra Deli Hospital, says that physical 
evidence variable has a positive effect on 
customer satisfaction. 
The Reliability Of The Relationship 
Between Patient Satisfaction  
Based on the data, the reliability is 
good, the majority of respondents as many 
as 71 respondents (72.4%) are satisfied and 
as many as 10 respondents (10.2%) were 
less satisfied. On the reliability is not good, 
most respondents as many as 13 
respondents (13.3%) were less satisfied and 
as much as 4 respondents (4.1%) 
are satisfied. The results of the analysis of 
Chi Square Continuity Correction between 
reliability and patient's satisfaction scored 
Asymp.Sig (2-sided) or a p-value of 0.000. 
If the p-value is smaller than the value of α 
= 0.05 means that H1 is accepted or there is 
a relationship between reliability and 
patient's satisfaction. From the results 
obtained by analysis of 
the value Odds Ratio (OR) = 23 075.  
Research from Rahman et al (2013) 
to identify factors that affect the quality of 
service patient satisfaction in a private 
hospital in Bangladesh with 390 
respondents and use 11 variable dimensions 
of quality shows that reliability 
significantly associated with patient 
satisfaction. Likewise, the study of Faisal et 
al (2013) about the relationship between 
nursing care and patient's satisfaction in 
Inpatient A BLU Dr Prof. Dr. RDKandou 
Manado with 85 respondents found no 
significant relationship between reliability 
and client satisfaction. 
Responsiveness With The Relationship 
Between Patient Satisfaction  
Based on the data, the 
responsiveness is good, the majority of 
respondents, 75 respondents (76.5%) are 
satisfied and as many as 19 respondents 
(19.4%) were less satisfied. On the less 
good responsiveness, most respondents as 
many as 4 respondents (4.1%) were less 
satisfied and no respondents who were 
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Square Continuity Correction between 
responsive to patient satisfaction scored 
Asymp.Sig (2-sided) or a p-value of 0.002. 
This study is in line with Simbala et al 
(2013) in the analytic survey research with 
cross-sectional design of the 100 
respondents found that responsiveness 
significantly associated with patient 
satisfaction (p = 0.002). Badri et al (2009) 
in research on the quality of health services 
and the factors that influence patient 
satisfaction expressed responsiveness as 
one of the 12 indicators that are always 
included in various studies related to quality 
of care. In analytical research with 246 
respondents to compare patient satisfaction 
with care in government hospitals and 
private hospitals, found that private 
hospitals have numbers high satisfaction in 
the dimensions of responsiveness and 
empathy, while the government hospitals of 
the most undervalued in the dimensions of 
responsiveness ( Brahmbhatt et al, 2011). 
The Relations Responsiveness To 
Patient's Satisfaction  
With the responsiveness of the 
relationship is the responsiveness of patient 
satisfaction has positive and significant 
impact on patient satisfaction. The better 
the customers' perception of the 
responsiveness of the patient satisfaction 
will be higher, and if the patient's 
perception of the responsiveness bad, then 
the lower patient satisfaction. In accordance 
with the opinion Leboeuf (2012), that 
responsiveness as an employee 
responsiveness of the airport when it is 
needed the patient is closely related to 
customer satisfaction.  
Assurance With Relationship Between 
Patient Satisfaction 
 Basedthe data, the better the 
guarantee, the majority of respondents as 
many as 75 respondents (76.5%) are 
satisfied and as many as 19 respondents 
(19.4%) were less satisfied. On the less 
good collateral, 4 respondents (4.1%) were 
less satisfied and no respondents who were 
satisfied. Correction Chi SquareContinuity 
the analysis results between patient 
satisfaction guarantee to obtain the value 
Asymp.Sig (2-sided) or a p-value of 0.002. 
If the p-value is smaller than the value of α 
= 0.05. Research on patient satisfaction in 
hospitals Jombang by Ariyani (2009), also 
found that the guarantee would increase 
patient satisfaction with hospital services, 
thus making patients tend to trust and 
believe will each service performed by the 
hospital. Mustafa (2008) in a cross-
sectional analytical research on 30 
respondents of the relationship between the 
patient's perception of the nursing service 
quality dimensions found that there was a 
significant association between patients' 
perception of the dimension of assurance 
with patient satisfaction. According 
Tjiptono (2006), the quality of health care 
for a patient is not out of satisfaction with 
health care received, with a good quality 
associated with the cure of disease, 
improving health or fitness, the 
environment pleasant care, and hospitality 
personnel. Assurance includes the ability 
for the knowledge of the product / service 
appropriately, quality hospitality, attention 
and courtesy in providing services, skills in 
providing information, in providing 
security capabilities in utilizing the services 
offered, and the ability to instill confidence 
in customers to the company. Sayed et al 
(2013) study on the perception of the patient 
as an indicator of the quality of nursing 
services in 90 respondents found that 
jaminanberhubungan significantly with 
patient satisfaction (p = 0.0). Essiam (2013) 
which examines the quality of care and 
patient satisfaction in the health service 
with quantitative methods on 400 
respondents identified a significant 
relationship between collateral with patient 
satisfaction (p <0:01). Each patient 
basically want to be treated well by the 
manager of the hospital. Relations with 
satisfaction guarantee patient   
Relationship with patient 
satisfaction guarantee is a guarantee to have 
positive and significant impact on patient 
satisfaction. In line with these studies, 
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Effect of Service Quality Customer 
Satisfaction in SMC Inpatient Hospital 
Telogorejo that relate to patient satisfaction 
guarantee so that it can be concluded that a 
good guarantee associated with increased 
patient satisfaction and patient loyalty. 
In a study on patient satisfaction in 
Selangor, Malaysia, by Hayati et al. (2010) 
also found that the guarantee would 
increase patient satisfaction with hospital 
services, thus making patients tend to trust 
and believe will each service performed by 
the hospital. Indiraswari and Damayanti 
(2012), found also that the guarantee was 
significantly besides increasing patient 
satisfaction for services, it will also affect 
the assessment of the patient will be other 
variables. 
The Relationship Between Empathy 
With Patient Satisfaction  
Based on data, on a good care, most 
respondents as many as 72 respondents 
(73.3%) were satisfied and 13 respondents 
(13.3%) were less satisfied. At the 
unfavorable attention, most respondents as 
many as 10 respondents (10.2%) were less 
satisfied 11 and as many as three 
respondents (3.1%) are satisfied. The 
results of the analysis of Chi Square 
Continuity Correction of attention to patient 
satisfaction scored Asymp.Sig (2-sided) or 
a p-value of 0.000. This is in line with 
research Puspitasari and Edris (2011) 
regarding the satisfaction of the patients in 
the Inpatient Hospital Healthy Families Pati 
get that attention very dominant variable 
influence on patient satisfaction. Muninjaya 
(2011) emphasized the importance of the 
dimensions of attention in providing quality 
services. This is in line with research Rattoe 
(2013) about the relationship between the 
quality of service with the decision revisited 
at Bethesda Hospital Tomohon get that 
attention very dominant variable influence 
on patient satisfaction. Moreover, studies of 
Sulianti (2010) as well as the research of 
Rondonuwu (2014), found that variables 
are closely related to attention teriptanya 
quality services.  
 
DISCUSSION 
The results stated that patient 
satisfaction is actually referring to the 
appearance/form of service that 
pelayananan appearance more perfect, more 
perfect then also the quality. Than it also 
needs to pay attention to the amount and 
homogeneity of subjects (age, gender, level 
of disability and the time used in the study) 
so it does not create a bias in the results.  
A summary of the research 
conducted systematicreview,showed a 
positive effect on the quality and service 
excellence to client satisfaction. There is a 
relationship between the quality of nursing 
service with health patient satisfaction seen 
from the dimensions of responsiveness, 






Satisfaction is as level one's feelings 
after comparing the performance or results 
that he felt with his expectations. The level 
of satisfaction is a function of the difference 
between the perceived performance with 
expectations. If the performance below 
expectations, then the customer will be very 
disappointed. When performance as 
expected, then the customer will be very 
satisfied. Meanwhile, when the 
performance of exceeding customer 
expectations will be very satisfied (Oliver, 
1998, in Supranto, 2001). Patient 
satisfaction / customer is service responses 
to the conformity of the level of interest or 
expectations of customers before they 
receive services with the service after they 
receive (Muninjaya, 2011). Therefore, 
customer satisfaction is determined by 
expectations compared with the reality that 
is accepted by the customer. Customers 
include internal customers external 
customers andcustomers. 
intermediateEndeavored to satisfy 
customer needs in all aspects, including 
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Recommendation 
Hospitals can arrange patient satisfaction 
survey program on a regular basis so as to 
evaluate the performance of nursing 
services by improving, upgrading and 
development of quality of care and make 
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Table 1. Research about quality of care and patient's satisfaction in health care 
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primary health 
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affect patient 
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satisfaction or 
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differences  
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